lllinois Bell Telephone Company (AT&T lllinois)

Service Quality and Customer Credits Report for the Third Quarter of 2007

This Page Pursuant to Administrative Code Part 730 Section 115

Operator Answer Time - Toll and Assistance - Section 730.510(a)(1)

July

August

September

Qtr Average

IL TOTAL

1.73

1.82

1.45

1.67

Operator Answer Time - Information - Section 730.510(a)(1)

July

August

September

Qtr Average

IL TOTAL

Repair Office Answer Time - Section 730.510(b)(1)

4.13

3.42

3.21

3.60

July

August

September

Qtr Average

IL TOTAL

Business or Customer Service Answer Time - Section 730.510(b)(1)

47.21

93.04

45.44

66.24

Customer Class July August September Qtr Average
Consumer 55.89 69.14 63.32 63.44
Business 69.06 48.26 53.66 56.90
IL TOTAL 57.64 66.88 62.23 62.67

Percent of Service Installations - Section 730.540(a)

Geographic Area July August September Qtr Average
IL Bellwood 98.69% 96.06% 85.65% 93.78%
IL Chicago Beverly 98.03% 80.94% 66.75% 82.24%
IL Chicago Loop 98.20% 91.78% 84.39% 91.53%
IL Chicago Montrose 95.49% 79.19% 74.30% 83.28%
IL Chicago Prospect 97.96% 80.37% 64.63% 80.50%
IL Chicago Stewart 98.09% 82.48% 72.11% 83.87%
IL Cicero 98.68% 95.29% 86.01% 93.84%
IL East St.Louis 94.54% 87.42% 89.31% 90.46%
IL Evanston 96.58% 83.22% 76.69% 85.94%
IL Gurnee 97.46% 88.07% 75.72% 87.71%
IL Joliet 97.00% 97.03% 91.33% 95.39%
IL Kankakee 98.45% 96.21% 88.08% 94.45%
IL McHenry 96.71% 86.76% 72.73% 86.25%
IL Peoria 98.84% 98.38% 98.06% 98.45%
IL Rockford 97.49% 98.11% 96.99% 97.56%
IL Springfield 99.18% 98.56% 98.48% 98.75%
IL St. Charles 98.50% 96.16% 89.72% 95.46%
IL Unknown 0.00% 100.00% 66.67% 66.67%
IL TOTAL 97.58% 89.98% 81.84% 90.19%
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Percent Out of Service Lines Repaired in < 24 hours - Sec. 730.535(a)

Geographic Area July August September Qtr Average
IL Bellwood 93.82% 95.38% 95.07% 94.79%
IL Chicago Beverly 95.32% 96.34% 94.09% 95.29%
IL Chicago Loop 95.36% 92.36% 90.64% 92.79%
IL Chicago Montrose 94.80% 89.68% 90.22% 91.61%
IL Chicago Prospect 94.96% 94.05% 88.07% 92.53%
IL Chicago Stewart 95.57% 89.85% 90.70% 92.08%
IL Cicero 97.14% 96.18% 94.87% 96.11%
IL East St.Louis 93.14% 93.94% 96.52% 94.44%
IL Evanston 97.16% 89.78% 87.28% 91.38%
IL Gurnee 93.33% 90.86% 85.08% 89.82%
IL Joliet 97.31% 97.85% 97.52% 97.60%
IL Kankakee 97.00% 96.66% 94.70% 96.15%
IL McHenry 93.81% 90.43% 91.19% 91.76%
IL Peoria 98.49% 97.59% 96.08% 97.48%
IL Rockford 97.35% 96.67% 98.33% 97.29%
IL Springfield 95.30% 96.98% 96.36% 96.17%
IL St. Charles 83.57% 89.79% 88.40% 87.29%
IL Unknown 100.00% 100.00% 100.00% 100.00%
IL TOTAL 94.71% 93.98% 92.25% 93.70%

Trouble Reports per 100 Access Lines - Section 730.545(a)

Geographic Area July August September Qtr Average
IL Bellwood 1.43 2.14 1.47 1.68
IL Chicago Beverly 2.62 3.89 2.58 3.03
IL Chicago Loop 0.55 0.72 0.53 0.60
IL Chicago Montrose 1.45 1.96 1.50 1.64
IL Chicago Prospect 2.13 2.97 2.00 2.37
IL Chicago Stewart 2.50 3.92 2.41 2.94
IL Cicero 191 3.07 1.79 2.26
IL East St.Louis 1.82 1.71 151 1.68
IL Evanston 1.30 2.35 2.05 1.90
IL Gurnee 1.32 221 1.34 1.62
IL Joliet 1.84 2.76 1.53 2.04
IL Kankakee 2.47 3.77 2.63 2.96
IL McHenry 1.52 2.35 1.29 1.72
IL Peoria 1.20 1.35 0.97 117
IL Rockford 1.70 2.73 1.23 1.89
IL Springfield 1.37 1.29 1.04 1.23
IL St. Charles 1.19 1.80 1.20 1.40
IL Unknown 5.77 7.50 5.77 6.52

IL TOTAL 1.54 2.25 1.49 1.76
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Percent Repeat Trouble reports - Section 730.545(c)

Geographic Area July August September Qtr Average
IL Bellwood 9.68% 5.92% 9.60% 8.06%
IL Chicago Beverly 9.41% 4.78% 9.03% 7.33%
IL Chicago Loop 8.41% 6.76% 8.70% 7.82%
IL Chicago Montrose 8.37% 4.83% 8.00% 6.85%
IL Chicago Prospect 9.66% 5.73% 10.35% 8.22%
IL Chicago Stewart 9.73% 6.77% 12.75% 9.24%
IL Cicero 8.94% 5.67% 10.64% 7.91%
IL East St.Louis 8.39% 8.17% 7.83% 8.15%
IL Evanston 7.08% 3.31% 7.66% 5.73%
IL Gurnee 8.13% 5.75% 9.08% 7.32%
IL Joliet 9.37% 7.99% 11.90% 9.38%
IL Kankakee 8.92% 5.08% 11.67% 8.10%
IL McHenry 8.46% 6.71% 9.49% 7.92%
IL Peoria 9.20% 5.88% 8.87% 7.83%
IL Rockford 8.92% 6.65% 9.95% 8.06%
IL Springfield 9.86% 8.33% 9.90% 9.34%
IL St. Charles 7.53% 5.65% 7.96% 6.84%
IL Unknown 0.00% 0.00% 0.00% 0.00%
IL TOTAL 8.80% 5.94% 9.60% 7.81%

Percent of Installation Trouble reports - Section 730.545(f)

Geographic Area July August September Qtr Average
IL Bellwood 10.03% 12.60% 13.25% 11.86%
IL Chicago Beverly 13.41% 17.32% 18.25% 16.26%
IL Chicago Loop 10.78% 13.95% 11.28% 12.09%
IL Chicago Montrose 11.79% 15.14% 14.21% 13.68%
IL Chicago Prospect 13.76% 16.12% 16.78% 15.59%
IL Chicago Stewart 15.05% 17.57% 19.46% 17.40%
IL Cicero 9.54% 13.78% 14.34% 12.34%
IL East St.Louis 9.09% 12.29% 11.93% 11.09%
IL Evanston 9.12% 12.41% 12.74% 11.35%
IL Gurnee 8.70% 11.71% 12.09% 10.75%
IL Joliet 9.22% 13.78% 12.19% 11.63%
IL Kankakee 12.52% 17.21% 17.22% 15.58%
IL McHenry 8.68% 11.15% 10.82% 10.13%
IL Peoria 8.27% 10.76% 10.88% 9.95%
IL Rockford 9.78% 13.07% 10.05% 10.98%
IL Springfield 8.53% 9.97% 10.73% 9.70%
IL St. Charles 7.68% 11.69% 12.00% 10.13%
IL Unknown 0.00% 0.00% 0.00% 0.00%

IL TOTAL 10.26% 13.62% 13.55% 12.41%
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Missed Repair Appointments - Section 730.545(h)

Geographic Area July August September Qtr Average
IL Bellwood 46 51 22 40
IL Chicago Beverly 79 58 18 52
IL Chicago Loop 34 62 27 41
IL Chicago Montrose 96 129 28 84
IL Chicago Prospect 58 94 29 60
IL Chicago Stewart 33 78 20 44
IL Cicero 63 117 50 77
IL East St.Louis 34 38 16 29
IL Evanston 50 128 97 92
IL Gurnee 57 88 57 67
IL Joliet 38 20 32 30
IL Kankakee 66 82 42 63
IL McHenry 33 33 26 31
IL Peoria 23 36 13 24
IL Rockford 27 33 12 24
IL Springfield 16 21 8 15
IL St. Charles 60 108 40 69
IL Unknown 0 8 4 4
IL TOTAL 813 1,184 541 846

Missed Installation Appointments - Section 730.545(d)

Geographic Area July August September Qtr Average
IL Bellwood 11 30 44 28
IL Chicago Beverly 26 29 16 24
IL Chicago Loop 35 34 43 37
IL Chicago Montrose 35 24 27 29
IL Chicago Prospect 31 43 55 43
IL Chicago Stewart 38 36 23 32
IL Cicero 31 45 46 41
IL East St.Louis 13 27 14 18
IL Evanston 26 31 28 28
IL Gurnee 39 45 32 39
IL Joliet 53 27 43 41
IL Kankakee 45 25 43 38
IL McHenry 12 44 38 31
IL Peoria 4 14 14 11
IL Rockford 10 7 18 12
IL Springfield 7 8 7 7
IL St. Charles 35 69 57 54
IL Unknown 36 0 18 18

IL TOTAL 487 538 566 530
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Out of Service Over 24 Hours Credits

July 2007
Number of Number of
exemtions claimed Customers
Number of Credits Given for Out of Service Periods Falling for each of the Who Received
Dollar Amount of Into the Following Ranges of Hours: categories identified|  Alternative

Geographic Area Credits Given 25-48 49-72 73-96 97-120 over 120 | in Section 732.30(e) | Phone Service
IL Bellwood $589.80 162 15 3 3 4 530 0
IL Chicago Beverly $310.09 68 7 0 0 5 610 0
IL Chicago Loop $205.47 50 8 0 1 1 434 0
IL Chicago Montrose $518.49 142 13 3 4 3 1,145 0
IL Chicago Prospect $828.81 153 5 3 7 9 738 0
IL Chicago Stewart $202.30 73 1 1 1 2 544 0
IL Cicero $238.94 113 6 5 0 0 802 0
IL East St.Louis $472.49 115 15 5 1 4 462 0
IL Evanston $282.65 55 6 2 3 2 590 0
IL Gurnee $822.89 180 20 6 3 7 797 0
IL Joliet $178.41 75 9 1 0 0 578 0
IL Kankakee $244.83 98 4 1 2 0 619 0
IL McHenry $796.02 174 23 4 2 8 763 0
IL Peoria $135.73 15 2 1 1 0 319 0
IL Rockford $133.45 41 4 1 1 0 405 0
IL Springfield $198.29 75 14 2 0 0 367 0
IL St. Charles $1,618.07 391 83 4 1 1 960 0
IL Unknown $21.30 5 2 0 0 0 2 0
IL TOTAL $7,798.03 1,985 237 42 30 46 10,665 0
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August 2007

Number of Number of
exemtions claimed Customers
Number of Credits Given for Out of Service Periods Falling for each of the Who Received
Dollar Amount of Into the Following Ranges of Hours: categories identified|  Alternative

Geographic Area Credits Given 25-48 49-72 73-96 97-120 over 120 | in Section 732.30(e) | Phone Service
IL Bellwood $1,093.77 255 43 12 2 3 2,614 0
IL Chicago Beverly $476.24 75 11 2 0 1 1,681 0
IL Chicago Loop $314.06 116 6 4 1 2 979 0
IL Chicago Montrose $1,411.60 290 63 9 2 9 4,180 0
IL Chicago Prospect $849.56 238 32 5 4 1 2,655 0
IL Chicago Stewart $1,556.32 208 50 14 5 3 2,979 0
IL Cicero $1,013.35 259 53 5 1 3 4,565 0
IL East St.Louis $232.52 97 6 1 0 2 606 0
IL Evanston $2,627.95 151 55 40 32 21 4,912 0
IL Gurnee $3,581.95 283 171 46 12 11 3,750 0
IL Joliet $420.41 120 16 1 1 1 1,507 0
IL Kankakee $618.97 153 29 3 0 0 3,560 0
IL McHenry $2,088.19 388 92 20 5 11 3,054 0
IL Peoria $94.33 35 1 1 1 0 1,116 0
IL Rockford $854.15 175 55 10 2 2 1,861 0
IL Springfield $133.53 45 4 2 0 1 1,008 0
IL St. Charles $1,956.56 430 85 24 1 2 3,789 0
IL Unknown $24.29 11 2 0 0 0 2 0
IL TOTAL $19,347.75 3,329 774 199 69 73 44,818 0
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September 2007

Number of Number of
exemtions claimed Customers
Number of Credits Given for Out of Service Periods Falling for each of the Who Received
Dollar Amount of Into the Following Ranges of Hours: categories identified|  Alternative

Geographic Area Credits Given 25-48 49-72 73-96 97-120 over 120 | in Section 732.30(e) | Phone Service
IL Bellwood $265.08 123 3 0 2 2 568 0
IL Chicago Beverly $336.51 72 8 7 0 0 463 0
IL Chicago Loop $176.27 79 7 1 0 1 471 0
IL Chicago Montrose $953.48 227 36 7 1 7 1,117 0
IL Chicago Prospect $872.19 264 25 7 3 5 787 0
IL Chicago Stewart $315.53 103 9 2 0 1 722 0
IL Cicero $678.44 116 31 7 0 2 1,344 0
IL East St.Louis $63.92 38 4 0 0 0 413 0
IL Evanston $4,626.11 228 80 33 34 64 2,137 0
IL Gurnee $1,224.77 297 57 11 2 2 998 0
IL Joliet $94.34 56 1 0 0 0 467 0
IL Kankakee $368.99 101 12 1 1 1 1,014 0
IL McHenry $541.03 179 15 1 1 4 819 0
IL Peoria $65.96 33 5 0 0 0 475 0
IL Rockford $66.08 8 2 2 0 0 507 0
IL Springfield $61.95 32 4 0 0 0 303 0
IL St. Charles $739.18 265 30 5 2 0 1,179 0
IL Unknown $139.08 16 1 0 0 2 3 0
IL TOTAL $11,588.91 2,237 330 84 46 91 13,787 0
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Delayed Instalation Credits

July 2007

Geographic Area

Dollar Amount of
Credits Given

Number of Credits Given for
Delayed Installation Periods

Falling Into the

Following Ranges of Days:

Number of
exemtions claimed
for each of the
categories identified

Number of
Customers
Who Received
Alternative

6-10 11 over 11 | in Section 732.30(e) | Phone Service
IL Bellwood $4,721.83 25 1 3 195 0
IL Chicago Beverly $2,285.06 21 0 2 128 0
IL Chicago Loop $3,050.49 27 3 3 207 0
IL Chicago Montrose $4,343.45 93 3 7 514 0
IL Chicago Prospect $1,882.69 51 1 1 333 0
IL Chicago Stewart $6,370.79 27 1 12 186 0
IL Cicero $2,068.70 35 0 4 179 0
IL East St.Louis $1,995.68 43 1 5 214 0
IL Evanston $2,653.41 29 0 1 176 0
IL Gurnee $1,345.90 29 1 3 235 0
IL Joliet $4,680.69 37 3 12 203 1
IL Kankakee $3,717.95 27 1 6 134 0
IL McHenry $3,391.43 47 1 5 216 0
IL Peoria $283.94 12 0 0 66 0
IL Rockford $1,069.03 43 0 0 87 0
IL Springfield $649.31 10 0 1 61 0
IL St. Charles $1,947.73 30 3 2 203 1
IL Unknown $811.24 28 0 2 1 0
IL TOTAL $47,269.32 614 19 69 3,338 2
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Delayed Instalation Credits

August 2007

Geographic Area

Dollar Amount of
Credits Given

Number of Credits Given for
Delayed Installation Periods
Falling Into the
Following Ranges of Days:

Number of
exemtions claimed
for each of the
categories identified

Number of
Customers
Who Received
Alternative

6-10 11 over 11 | in Section 732.30(e) | Phone Service
IL Bellwood $1,445.78 41 1 2 312 0
IL Chicago Beverly $2,305.10 82 2 1 352 0
IL Chicago Loop $4,508.00 89 2 13 392 0
IL Chicago Montrose $4,672.75 174 1 5 1,157 0
IL Chicago Prospect $3,712.71 156 1 1 1,008 0
IL Chicago Stewart $3,018.60 71 1 3 549 0
IL Cicero $2,081.07 44 0 4 310 0
IL East St.Louis $2,144.35 53 2 4 420 0
IL Evanston $2,895.21 91 2 1 449 0
IL Gurnee $7,215.96 261 1 6 368 0
IL Joliet $1,464.94 34 2 3 203 0
IL Kankakee $1,857.89 37 0 5 248 1
IL McHenry $7,125.02 189 1 9 380 0
IL Peoria $770.97 20 0 3 72 0
IL Rockford $425.24 15 2 0 97 0
IL Springfield $747.87 15 0 3 82 0
IL St. Charles $1,538.22 38 0 2 334 0
IL Unknown $934.09 21 4 2 0 0
IL TOTAL $48,863.77 1,431 22 67 6,733 1
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Delayed Instalation Credits

September 2007

Geographic Area

Dollar Amount of
Credits Given

Number of Credits Given for
Delayed Installation Periods

Falling Into the

Following Ranges of Days:

Number of
exemtions claimed
for each of the
categories identified

Number of
Customers
Who Received
Alternative

6-10 11 over 11 | in Section 732.30(e) | Phone Service
IL Bellwood $4,514.42 157 1 2 474 0
IL Chicago Beverly $6,309.56 265 0 1 350 0
IL Chicago Loop $3,339.76 122 2 2 481 0
IL Chicago Montrose $13,447.34 600 1 2 710 0
IL Chicago Prospect $16,834.47 771 0 0 965 0
IL Chicago Stewart $7,690.60 350 1 0 437 0
IL Cicero $2,846.86 131 1 0 484 0
IL East St.Louis $2,312.37 93 0 2 279 0
IL Evanston $7,163.69 295 0 1 341 0
IL Gurnee $8,838.01 364 1 2 555 0
IL Joliet $923.74 37 0 0 361 0
IL Kankakee $1,147.46 49 2 0 436 0
IL McHenry $8,526.16 326 0 6 610 0
IL Peoria $7,067.04 10 0 33 56 0
IL Rockford $444.38 20 0 0 90 0
IL Springfield $402.22 10 0 1 65 0
IL St. Charles $2,087.02 71 2 1 381 0
IL Unknown $8.75 1 0 0 0 0
IL TOTAL $93,903.85 3,672 11 53 7,075 0
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Missed Appointment Credits

July 2007

Number of Number of exemtions

Customers claimed for each of the

Dollar Amount of Receiving categories identified in
Geographic Area Credits Given Credits Section 732.30(e)
IL Bellwood $2,850.00 57 0
IL Chicago Beverly $5,250.00 105 0
IL Chicago Loop $3,450.00 68 0
IL Chicago Montrose $6,550.00 131 0
IL Chicago Prospect $4,450.00 89 0
IL Chicago Stewart $3,550.00 71 0
IL Cicero $4,700.00 92 0
IL East St.Louis $2,350.00 47 0
IL Evanston $3,800.00 76 0
IL Gurnee $4,800.00 96 0
IL Joliet $4,550.00 90 0
IL Kankakee $5,550.00 110 0
IL McHenry $2,250.00 45 0
IL Peoria $1,350.00 27 0
IL Rockford $1,850.00 37 0
IL Springfield $1,150.00 23 0
IL St. Charles $4,750.00 95 0
IL Unknown $1,800.00 36 0

IL TOTAL $65,000.00 1,295 0
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Missed Appointment Credits
August 2007

Number of Number of exemtions

Customers claimed for each of the

Dollar Amount of Receiving categories identified in
Geographic Area Credits Given Credits Section 732.30(e)
IL Bellwood $4,050.00 81 0
IL Chicago Beverly $4,350.00 87 0
IL Chicago Loop $4,800.00 95 0
IL Chicago Montrose $7,650.00 153 0
IL Chicago Prospect $6,850.00 137 0
IL Chicago Stewart $5,700.00 114 0
IL Cicero $8,100.00 162 0
IL East St.Louis $3,250.00 65 0
IL Evanston $7,950.00 159 0
IL Gurnee $6,650.00 133 0
IL Joliet $2,350.00 46 0
IL Kankakee $5,350.00 107 0
IL McHenry $3,850.00 75 0
IL Peoria $2,500.00 50 0
IL Rockford $2,000.00 40 0
IL Springfield $1,450.00 29 0
IL St. Charles $8,850.00 176 0
IL Unknown $400.00 8 0

IL TOTAL $86,100.00 1,717 0
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Missed Appointment Credits
September 2007

Number of Number of exemtions

Customers claimed for each of the

Dollar Amount of Receiving categories identified in
Geographic Area Credits Given Credits Section 732.30(e)
IL Bellwood $3,300.00 64 0
IL Chicago Beverly $1,700.00 34 0
IL Chicago Loop $3,500.00 68 0
IL Chicago Montrose $2,750.00 54 0
IL Chicago Prospect $4,200.00 84 0
IL Chicago Stewart $2,150.00 43 0
IL Cicero $4,800.00 96 0
IL East St.Louis $1,500.00 30 0
IL Evanston $6,250.00 125 0
IL Gurnee $4,450.00 89 0
IL Joliet $3,750.00 75 0
IL Kankakee $4,250.00 84 0
IL McHenry $3,200.00 64 0
IL Peoria $1,350.00 27 0
IL Rockford $1,500.00 30 0
IL Springfield $750.00 15 0
IL St. Charles $4,850.00 96 0
IL Unknown $1,100.00 22 0

IL TOTAL $55,350.00 1,100 0



